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Policy Statement
This policy and procedure supports West College Scotland’s commitment to provide high
quality learning experiences and services. The College recognises that such provision may,
from time to time, fall below the standards expected. In such instances, feedback is a
valuable resource which will provide us with information from which we can learn lessons,
make changes and continually improve the quality of our services. At all stages in the
complaints process the College and its representatives will adhere to this policy and will
operate within the framework of all current legislation including Freedom of Information
and Data Protection legislation in Scotland. This document incorporates a Complaints
Handling Procedure which details our complaints process. This policy and procedure is
designed to enable anyone interacting with the College to raise matters of concern to our
attention and to enable investigation of those concerns, to achieve a satisfactory
conclusion.

Equality Statement
The College is committed to providing equal opportunities to ensure its students, staff,
customers and visitors are treated equally regardless of gender reassignment, race, religion
or belief; disability; age; marriage and civil partnerships; pregnancy and maternity; sexual
orientation; sex.
Please note this document is available in other formats, to request another format please
email quality@wcs.ac.uk
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Foreword
West College Scotland’s complaints handling procedure (CHP) has been developed with
reference to the model procedure published by the Scottish Public Services Ombudsman
(SPSO). The definitions, principles, timescales and information contained in this complaints
handling procedure (CHP) have been based on and/or adapted from the SPSO guidance.
Our complaints handling procedure seeks to offer a prompt frontline resolution of a
complaint and where this is not possible we will conduct a thorough, impartial and fair
investigation of complaints so that we can make evidence-based decisions on the facts of a
case. The CHP helps us to resolve complaints successfully at the first time of asking.
Our aim is get things right first time and therefore we value student and other stakeholder
comments and suggestions. We have devised an extensive range of student focused
consultation and feedback mechanisms to help us improve our levels of service and the
wider student experience. We do recognise that, on occasion, our service may fall short of
expectations and we value any complaints we receive as a learning tool for organisation
wide evaluation and development.
This CHP is available externally via the West College Scotland website
www.westcollegescotland.ac.uk; internally via the Student Intranet, the college Virtual
Learning Environment (Moodle); and in hard copy and alternative formats on request to
quality@wcs.ac.uk or by telephone on 0300 600 60 60.
Our leaflet ‘West College Scotland – How to make a complaint’ explains the College’s
complaints handling procedure. This leaflet is also available on the College website, and in
all campuses at Reception, in the Library and in Student Advisory Areas. The leaflet is
available in alternative formats on request to quality@wcs.ac.uk.
The College complaints handling procedure informs all complainants of their right to appeal
to the SPSO.
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This complaints handling procedure will help us do our job better by improving our services,
improve relationships with our students and other stakeholders and preserve and enhance
the College’s reputation. It will help us to ensure that the student learning experience, and
the experience of other stakeholders in their interactions with the College, is the best it can
be.
Audrey Cumberford
Principal & Chief Executive
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1. Scope
This policy may be used by students, customers, visitors, partners and stakeholders of
West College Scotland. It covers any valid expression of dissatisfaction about standards
of service, courses or facilities of the College, and the actions or lack of actions by the
College or its representatives. The policy does not apply to matters covered by separate
policies or procedures including, but not limited to, academic appeals, disciplinary
issues, or student funding awards.

2. Who deals with complaints?
2.1. The Directorate of Quality, Learning and Teaching
The Director Quality, Learning and Teaching ensures the overall implementation and
effectiveness of the college Policy and Procedure for Handling Complaints by:
•

Ensuring complaint outcomes, trends and actions are shared with the
College Senior Management Team, and the Learning, Teaching and Quality
Committee

•

Ensuring that learning from the nature and outcomes of complaints is used
across the whole organisation as a means to effect positive improvements in
the levels of service provided by the College

•

Ensuring the complaints annual report is accurate and is published timeously
on the College website

2.2. The Head of Quality and Professional Standards
•

monitors, reviews and reports on the operational co-ordination of
complaints across the college

•

approves and assigns investigators for complaints which escalate to Stage 2

•

oversees the quality of recording, response and resolution offered to
complainants

•

prepares reports and analyses complaint trends, outcomes and actions on a
quarterly basis; ensures that all staff involved in the complaints process
receive training and updates as deemed appropriate for their role reports
on, and evaluates, the CHP and its effectiveness across all departments.
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2.3. All staff
•

All members of staff should timeously deal with complaints which can be
resolved in a straightforward manner. Staff will ensure that frontline
resolution of complaints is dealt with in a courteous, professional and
unbiased manner. Confidentiality will be maintained and complainants will
not be discriminated against, nor fear retribution from, complaining;

•

Employees who are the subject of the complaint or have a clear conflict of
interest in the matter cannot deal with that complaint, in which case the
complaint must be passed to a senior manager for consideration;

•

Employees who deal with a complaint by offering a frontline resolution must
ensure that details of the complaint are promptly reported to the Quality
Standards Co-ordinator, who will log the detail and resolution of the
complaint.

2.4. Complaints Handlers (campus based Quality Standards Co-ordinators)
•

Will review and record details of the complaint and its resolution on the
college complaints handling system;

•

Monitor the complaints recording database on a regular basis;

•

Liaise with the Head of Quality and Professional Standards on allocation of
an investigator, where this is deemed the appropriate course of action;

•

Ensure that timelines are monitored and that customers are kept informed
of the progress of their complaint;

•

Will issue, and collate responses from, the College post complaints
questionnaire.

2.5. Investigators
•

Senior managers (Heads of Sector and Heads of Support areas) are assigned
complaints for investigation. An investigator cannot investigate a complaint
where they are the subject of the complaint or have a conflict of interest in
the matter.
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2.6. Senior Management Team
•

Review complaints on a quarterly basis

•

Evaluate the effectiveness of the CHP on an annual basis

•

Evaluate the impact of lessons learned from stakeholder complaints on an
annual basis

2.7. Student Association
• Student Association Presidents and elected Office Bearers are in direct
contact with students and may be privy to complaints or other issues which
directly affect the student experience. We recognise the importance of this
interaction and that we can learn from any such expressions of
dissatisfaction. Any complaints which are directed to the Student
Association or its elected Office Bearers will be immediately passed to the
Complaints Handlers on each campus.
• The Director Quality, Learning and Teaching will meet with Student
Association representatives and jointly review student complaints, prior to
each quarterly reporting cycle.
•

All Student Association Office Bearers will be updated annually on the
college CHP.

•

The Student President will act as an advocate on behalf of a student by
supporting the completion/submission of the complaint form to the Quality
Office. SA sabbatical officers will not be involved in resolving complaints on
behalf of the college, nor will they broker a resolution – they are active only
in a capacity to support student complainers through the process.

•

The SA sabbatical officers do not sign off complaints. The DQLT and Head of
Quality and Professional Standards are responsible for this action.

2.8. Representation
Staff Representative Groups/Trades Unions play an important role in promoting a
shared understanding of the procedure for dealing with candidate and college
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malpractice across their members. These groups also have a role in supporting and
representing staff members involved in a complaints investigation.

3. Complaints: General Information
3.1. What is a complaint?
West College Scotland’s definition of a complaint is:
'An expression of dissatisfaction by one or more stakeholders about an action or
lack of action or about the standard of service provided by the College or on its
behalf.'
For example, a complaint may relate to:
•

our failure to provide a service

•

an inadequate standard of service

•

the admissions process

•

dissatisfaction with our policies and/or procedures

•

the quantity and availability of learning resources

•

treatment by or attitude of a member of staff

•

disagreement with a decision where the customer cannot use another
procedure (for example an appeal) to resolve the matter

•

our failure to follow the appropriate administrative process

This list is not exhaustive and there may be other reasons for complaints which are
not included above. The college will regularly publish, on its website, examples of
complaints we receive and how we have handled them.
A complaint is not:
•

a routine first-time request for a service;

•

a request for information or an explanation of a policy or practice;

•

an issue that is in court or has already been heard by a court or a tribunal;
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•

a disagreement with a decision where a right of appeal exists, for example,
an academic appeal is handled through the college Procedure for Academic
Appeals;

•

an attempt to reopen a previously concluded complaint or to have a
complaint reconsidered where we have already given our final decision;

•

a Freedom of Information or Data Protection Act request – these should be
made in writing and will be duly considered on individual merit. Full details
of how to make such requests can be found on the college website;

•

a claim for compensation from the college (this should be made in writing to
the College Principal);

•

an appeal against a student funding, finance or bursary award – contact
directly the college Finance department, situated in each campus, for
current information on how to appeal;

•

an external examination result – you should direct your initial queries to the
curriculum department responsible for your course.

3.2. Submission Time-scale
•

Complaints should be submitted as soon as possible.

•

We will not consider complaints where 12 months or more have elapsed
since the issue of concern occurred.

3.3. Anonymous Complaints
We value all valid complaints, including anonymous complaints which we will
consider fully in deciding whether or not it is appropriate to take further action, and
what that action should be. Examples of anonymous complaints which we will
investigate further would relate to serious allegations which may damage the
reputation of the College should they be dismissed without review. Decisions made
on what action we take in furtherance of an anonymous complaint will be
authorised by a senior manager. We will record any actions taken in respect of
anonymous complaints including where we decide that no action is the appropriate
outcome. Anonymous complaints will therefore be dealt with appropriate to the
significance of the complaint. In all cases every effort will be made to ensure the
Quality/Complaint Handling/Final/02
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anonymity of any staff involved is preserved, and at all times we will comply with
data protection and confidentiality legislation.
3.4. What if the customer doesn’t want to formally complain?
All expressions of dissatisfaction are regarded as a formal complaint and we will
record these so that we can take the opportunity to improve services. We should
encourage customers to submit their complaint and allow us to deal with it through
the procedure. This will ensure they are updated on the action we take and get a
timely response to their complaint. If, however, the customer insists they do not
wish to complain, we will record the issue as an anonymous complaint. This will
ensure that:
a) we do not record their details on the complaints database
b) we do not contact them again about the matter, and
c) the complaints data we record is accurate and reflects feedbackwhile
enabling us to fully consider the matter and take corrective action where
suitable.
3.5. Who can make a complaint?
Anyone who receives, requests or is affected by our services can make a complaint.
Sometimes a customer may be unable or reluctant to make a complaint on their
own. We will accept complaints brought by third parties on behalf of a
student/service user. However we will reply to the person identified in the
complaint, unless written permission has been granted to allow communication
with the third party. . This means we will seek their approval in writing or via email
and comply with data protection requirements at all times.
The college will support individuals or organisations wishing to complain about any
aspect of its service. This is because we want to understand the nature of the
complaint and how we might need to respond if a service is substandard or failing.
This may involve seeking external support, e.g. advocacy services, to help the
customer.

Quality/Complaint Handling/Final/02

7

3.6. Complaints involving more than one department or organisation
If a complaint relates to the actions of two or more college departments, we will:
•

tell the complainant who will take the lead in dealing with the complaint,
and

•

explain that they will get only one response covering all issues raised.

If a customer complains to the college about the service of another body, but the
college is not involved in the issue, we will advise the customer to contact the other
body directly.
We will handle a complaint through this procedure if it directly relates to a college
service and the service of another body, for example, a school or contractor
providing a service on the college’s behalf, a qualification awarding body or the
provider of catering and cleaning services. If we need to make enquiries to an
outside body about the complaint, we will always take account of data protection
legislation.
3.7. Managing vexatious, malicious and/or unacceptable behaviour by complainants
We recognise that people may act out of character in times of trouble or distress
and that occasionally the circumstances leading to a complaint may result in the
customer acting in an unacceptable way. We define unacceptable behaviour as
being aggressive behaviour, use of inappropriate language, persistence, threats or
other offensive behaviour. Where a complainant exhibits vexatious, malicious
and/or unacceptable behaviours we will:
•

treat the complaint seriously and properly assess it;

•

record the details of the complaint;

•

apply our policies and procedures to protect our staff;

•

restrict the complainant’s access to staff and communicate this decision to
the customer with notification of a right to appeal our actions;

•

refer to the relevant authorities, for example police services, where
necessary;
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•

use our college disciplinary procedures against vexatious, malicious and /or
unacceptable behaviour where required.

Student guidance on the complaints handling procedure will be included as part of
induction and referenced on the Student Intranet

4. The Complaints Handling Procedure
A customer can make a complaint in writing, in person, by telephone, by email or online,
or by having someone complain on their behalf. We will always consider any valid and
reasonable complaint, regardless of how it has been communicated to us. The college
will ensure equality of access to a standardised Complaints Form. The college will make
available guidance to complainants on how to make a complaint.
4.1. What happens when we receive a complaint?
When we receive a complaint we will:
1. Decide whether the issue can indeed be defined as a complaint. The
customer may express dissatisfaction about more than one issue and this
may mean we treat one element as a complaint, while directing the
customer to pursue another element through an alternative route (see
examples on Page 2 – what is not a complaint);
2. Record the details on our complaints handling system;
3. Decide whether or not the complaint is suitable for frontline resolution by
establishing with the complainant exactly what they are complaining about,
what they hope to achieve by complaining and if we can agree a desired
outcome;
4. If we agree a front line resolution is appropriate, we will communicate this in
an appropriate manner to the complainant including an offer of an apology
where deemed the best resolution ;
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5. If the staff member receiving the complaint cannot resolve this at frontline
details of the complaint will be passed to a colleague who can try to resolve
it;
6. We will respond to the complainant by the preferred method indicated in
the complaint submission. In the case of a preference for telephone
communication, we will follow up by email, to ensure we have a record of
the formal response and decision provided. We will keep a full and accurate
record of the decision reached and passed to the customer;
7. Dependent upon the nature of the issues, some complaints will need to be
fully investigated before we can give the customer a suitable response. We
will escalate these complaints immediately to a Stage 2 investigation;
8. Where a customer does not agree to a frontline resolution we will
immediately escalate the complaint to a Stage 2 investigation.
4.2. Our complaints process provides two opportunities to resolve complaints:
Stage 1: Frontline resolution, and/or
Stage 2: Investigations.
4.2.1. Stage 1: frontline resolution
Frontline resolution aims to quickly resolve straightforward customer
complaints that require little or no investigation and refers to the first stage
of the complaints process. Any member of staff may deal with complaints at
this stage.
The main principle is to seek early resolution, resolving complaints at the
earliest opportunity and as close to the point of service delivery as possible.
This may mean a face-to-face discussion with the customer, or asking an
appropriate member of staff to deal directly with the complaint. The
complaint may be settled by providing an on-the-spot apology where
appropriate, or explaining why the issue occurred and, where possible, what
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will be done to stop this happening again. We will work with complainants in
managing their expectations of a realistic and achievable resolution.
We will also explain to the complainant that, as an organisation that values
complaints, we may use the information given when we review service
standards in the future.
Timelines for frontline resolution
We will always attempt in the first instance to resolve complaints at the
frontline.
We will complete a frontline resolution within five working days or sooner
where practicable.
Escalation of a complaint to a Stage 2 investigation
We will escalate a complaint to the investigation stage when:
•

We have tried frontline resolution but the complainant remains
dissatisfied and requests an investigation. This may happen
immediately when we communicate the decision at the frontline
stage, or sometime later;

•

We have unsuccessfully attempted third party intervention,
mediation and/or further explanation in an attempt to achieve a
satisfactory resolution

•

The customer refuses to take part in frontline resolution;

•

The issues raised are complex and require detailed investigation;

•

The complaint relates to serious, high-risk or high-profile issues.

. Complaints which we consider to have been realistically resolved at the
front line will be escalated to an investigation after mediation and third part
intervention has been attempted. We will work with all complainants to
ensure that the desired outcome of their complaint has a realistic and
achievable outcome.
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We will attempt early and effective communications to complainants around
what reasonable steps we are taking to resolve a complaint, can prevent an
escalation and resolve a situation quickly and efficiently, without further
demand on resources.
High risk or high profile complaints
Some complaints may require particular action or raise critical issues that
need senior management's direct input. Some examples may:
•

involve a death or terminal illness

•

involve serious service failure, for example major delays in providing,
or repeated failures to provide, a service

•

generate significant and on-going press interest

•

pose a serious risk to the College’s operations

•

present issues of a highly sensitive nature, for example concerning a
particularly vulnerable person or pose a child protection issue

•

relate to a claim of discrimination, with due regard to protected
characteristics as set out in current Equality or Data Protection
legislation

•

relate to a dereliction of duty by a college employee

•

involve a claim of personal injury which has incapacitated the
customer

4.2.2. Stage 2 Investigation
Complaints which require investigation are those which may already have
been considered at the frontline resolution stage, or which have been
identified from the start as needing immediate investigation.
Our investigation aims to establish all the facts relevant to the points made in
the complaint and to give the customer a full, objective and proportionate
response that represents our final position.

Quality/Complaint Handling/Final/02

12

We will liaise with the complainant to ensure all parties are clear from the
start of the investigation stage exactly what is being investigated.
Our Complaints Handlers may contact the complainant in person, by
telephone, by email or by letter to discuss and confirm these points prior to
commencement of the investigation. Such communication will aim to
establish:
•

What specifically is the customer's complaint or complaints?

•

What does the customer want to achieve by complaining?

•

Are the customer's expectations realistic and achievable?

•

Agreement on any additional evidence that may be required to help
us to conduct an investigation and reach a decision

Complaints Handlers will record all communication with a complainant on
the complaints handling system at all stages in the complaints process.
If the investigation stage follows attempted frontline resolution, the
Complaints Handlers will ensure that the investigator has access to all case
notes and associated information and record that this information has been
provided.
Timelines for a Stage 2 investigation
Our Complaints Handlers will acknowledge Stage 2 complaints within three
working days.
We will provide a full response to the complaint as soon as possible but not
later than 20 working days from the time we received the complaint for
investigation.
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Extensions to the Stage 2 investigations
Not all investigations will be completed within this deadline notably where
they are so complex that they require careful consideration and detailed
investigation beyond the 20-day limit. In exceptional circumstances, where
we have clear and justifiable reasons for doing so we will extend the limit
beyond 20 days.
We will set time limits on any extended investigation, and keep the
complainant updated on the reason for the extension and confirm the new
time limit agreed.
The reasons for an extension might include the following:
•

Essential accounts or statements, crucial to establishing the
circumstances of the case, are needed from staff, customers or others
who are not available due to absence from work;

•

When we cannot obtain further essential information within normal
timescales;

•

Where normal college operations are disrupted by unforeseen or
unavoidable operational circumstances, for example industrial action
or severe weather conditions;

•

Where we have agreed with the complainant to enter in to a period
of mediation as a potential route for resolution.

At all times we communicate with complainants to ensure their expectations
of outcomes from a stage 2 investigation are realistic and achievable.
4.3. Mediation
Some complex complaints, or complaints where customers and other interested
parties have become entrenched in their position, may require a different approach
to resolving the complaint. Where appropriate, and with the agreement of the
complainant we will consider using services such as mediation or conciliation using
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suitably trained and qualified mediators to try to resolve the matter and to reduce
the risk of the complaint escalating further.
Where we agree mediation or other conciliatory services, new time lines will be
agreed with the complainant.
Any member of staff who is the subject of a complaint may wish to seek support
from their union officials.
4.4. Closing the complaint at the investigation stage
We will let the complainant know the outcome of the investigation, in writing or by
their preferred method of contact.
Our response to the complaint will address all areas that we are responsible for and
explain the reasons for our decision.
We will record the decision, and details of how it was communicated to the
customer, on the system for recording complaints. We will also make clear to the
customer:
•

their right to ask SPSO to consider the complaint

•

the time limit for doing so, and

•

how to contact the SPSO

4.5. Independent external review
•

On completion of the investigation stage we will inform all customers of
their right to approach SPSO if they remain dissatisfied.

•

Details of this service and how to contact SPSO are available in Appendix 1.

•

The college leaflet ‘West College Scotland – How to make a complaint’
provides further details.

5. Evaluation of the Complaints Handling Procedure
On closure of a complaint the complainant will be issued with a Complaints Handling
Questionnaire (Appendix 2) within three working weeks of the closure date.
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6. Recording
Complaints data is systematically recorded, reported and analysed as it provides
valuable feedback on the services we offer and provides opportunities for evaluating the
effectiveness of the services we provide.
From receipt to resolution of a complaint we will allocate a Complaints Reference
identifier which will appear on all correspondence and records. We will retain a record
of:
•

the customer's name the date the complaint was received

•

the nature of the complaint

•

how the complaint was received

•

the service the complaint refers to

•

the date the complaint was closed

•

action taken at the investigation stage (where appropriate)

•

the outcome of each separate aspect of the complaint i.e. if the complaint was
“Upheld” or “Not Upheld”

•

the underlying cause of the complaint and any remedial action taken

An electronic recording system will be used by the Quality Department to record
complaint details. Staff level of access to data recorded on this system will be limited to
the Quality Standards Co-ordinators and HQPS, who will log all complaints on a campus
basis and dependant and specific to the complaints handling role undertaken. Staff who
have received and resolved a complaint at the frontline should contact the campus
based Quality Standards Co-ordinator without delay and provide details of the
complainant, the nature of the complaint, the agreed resolution and any other outcome.

7. Reporting, Learning and Publicising
Complaints data will be:
•

depersonalised before publication

•

confidentially stored electronically with restricted access to detail and in line
with Data Protection legislation
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•

reported to the Senior Management Team quarterly, who will review key
indicator data and action taken to address issues

•

analysed for trends by the Quality, Learning and Teaching Directorate to ensure
service failures are identified, communicated to appropriate service areas, and
that action is taken and monitored

•

incorporated systematically into the college self-evaluation activities

•

published on the college website in line with SPSO requirements

8. Appeals to Awarding Bodies
•

Under certain circumstances a complainant may have the right to appeal to
the appropriate Awarding Body

•

The Awarding Body will only consider an appeal where the complaint has
exhausted all stages of the College’s CHP.

•

The Awarding Body will consider complaints in relation to:


Assessment, in the broadest sense, including the conduct of,
preparation for and environment for assessment



Dissatisfaction with the way in which the College handled a complaint
in respect of the conduct of, preparation for and environment for
assessment

•

The Awarding Body will not deal with complaints which are about:


Assessment decisions



complaints about the wider experience of being a student e.g.
support services, student funding etc.

Students who are considering making a complaint an awarding body are advised, to contact
the Campus Quality Standards Coordinator, in the first instance, wither in person or by
email to Students undertaking regulated qualifications have the right to appeal to SQA
Accreditation [or Ofqual] .and are advised to contact quality@wcs.ac.uk for support in this
process.
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Complaints Handling Process Map
Received from:
Current student
Former student
Parent/Relative
Referral
Applicant

Format:
On-line; Email; Letter
Telephone or Hard copy

Complaint
received

Logged by QSC on spreadsheet on O drive;
Acknowledges receipt of complaint
Assigns reference number;
Notifies HQPS

Is this a
complaint?

HQPS informs
complainant

GLOSSARY

Yes

No

QSC= Quality Standards Coordinator
HQPS = Head of Quality & Professional
Standards
ELT= Educational Leadership Team
SA = Student Association
IM = Investigating Manager
CQL = Curriculum Quality Leader

HQPS:
Identifies complaint category
Confirms if more than one complaint
Assigns Investigating Manager

HQPS Notifies IM
Advises on number of complaints to be addressed
Advises on time-scales

Marked as “NA” on
spreadsheet

REPORTS:
• Quarterly
• Annual

ELT

SA

Web

IM:
Identifies participants
Arranges meetings/interviews/gathers evidence
Prepares report on findings;
Provides indicative decisions

IM Carries out investigation and
submits findings to HQPS

Updates Spreadsheet;
Confirms decisions

HQPS provides formal response

QSC Issues Satisfaction Questionnaire

HQPS Issues quarterly satisfaction
report
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Provides Sector summary;
Liaises with Student Association
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Appendix 1 - Information about the SPSO
The Scottish Public Services Ombudsman (SPSO) is the final stage for complaints about
public services in Scotland. This includes complaints about the Scottish Government,
NDPBs, agencies and other government sponsored organisations. If you remain dissatisfied
with an organisation after its complaints process, you can ask the SPSO to look at your
complaint. The SPSO cannot normally look at complaints:
•

Where you have not gone all the way through the organisation's complaints
handling procedure;

•

More than 12 months after you became aware of the matter you want to
complain about; or

•

That have been or are being considered in court.

The SPSO's contact details are:
SPSO
4 Melville Street
Edinburgh
EH3 7NS
SPSO
Freepost EH641
Edinburgh
EH3 0BR

Freephone:

0800 377 7330

Online contact:

www.spso.org.uk/contact-us

Website:

www.spso.org.uk

Mobile site:

http://m.spso.org.uk
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Appendix 2 - Complaints Handling Questionnaire
This Questionnaire is concerned with your satisfaction with the service you received with regard to our
complaints procedure and not the circumstances or outcome of your actual complaint. Provision of your
personal details is optional but completion would help us to follow-up any specific comments or queries.
Please return in the enclosed FREEPOST addressed envelope. Thank you.
Name
Address
E-mail
Phone
Strongly
Agree

Agree

Disagree

Strongly
Disagree

I was aware of the complaints procedure before I needed to
make a complaint
I found the complaints process easy to access
I found the complaints form easy to use
I was able to access information and assistance in making
my complaint where this was required
I received a prompt acknowledgement of my complaint
I felt my complaint was taken seriously
I felt my complaint was thoroughly investigated
I was kept informed during the process of the investigation
I received a fair and objective response to my complaint
I received a clear response to my complaint
I received a response to my complaint within an appropriate
timescale
I was dealt with courteously at all times
My complaint was closed off to my satisfaction
Additional comments:

Quality/Complaint Handling/Final/02

20

N/A

Appendix 3 - Equality Impact Assessment

Name of policy/procedure/decision:
Complaints Handling Procedure V02

Responsible Person:

Date:

Cathy MacNab, Director of Quality, Learning & Teaching

1. What information is readily available to measure the effect this
policy/procedure/decision has on people who share protected characteristics? What
data is not available or not reliable?
The College has not sought previously to monitor the operation of its complaints handling
procedures against the Protected Characteristics. However, in future we will track
complaints against declared protected characteristics, and report in the annual report.
Findings will be shared with the Colleges Equality, Diversity and Inclusion committee for
comment.
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2. What does this information indicate about positive, neutral and negative impacts
on people who share protected characteristics? Please detail below.

Protected

Description of Impact

Characteristic
Age

The implementation of this procedure is deemed to be protected
characteristic neutral. However, we recognise that a complaint may
in part, in whole, or by inference, be submitted in the belief of
being treated differently by virtue of a protected characteristic. To
what extent this is the case will be the subject of the complaint
investigation [in whole, in part, or by inference]

Disability

The implementation of this procedure is deemed to be protected
characteristic neutral. However, we recognise that a complaint may
in part, in whole, or by inference, be submitted in the belief of
being treated differently by virtue of a protected characteristic. To
what extent this is the case will be the subject of the complaint
investigation [in whole, in part, or by inference]

Sex

The implementation of this procedure is deemed to be protected
characteristic neutral. However, we recognise that a complaint may
in part, in whole, or by inference, be submitted in the belief of
being treated differently by virtue of a protected characteristic. To
what extent this is the case will be the subject of the complaint
investigation [in whole, in part, or by inference]

Gender Re-

The implementation of this procedure is deemed to be protected

assignment

characteristic neutral. However, we recognise that a complaint may
in part, in whole, or by inference, be submitted in the belief of
being treated differently by virtue of a protected characteristic. To
what extent this is the case will be the subject of the complaint
investigation [in whole, in part, or by inference]

Sexual

The implementation of this procedure is deemed to be protected
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Orientation

characteristic neutral. However, we recognise that a complaint may
in part, in whole, or by inference, be submitted in the belief of
being treated differently by virtue of a protected characteristic. To
what extent this is the case will be the subject of the complaint
investigation [in whole, in part, or by inference]

Race

The implementation of this procedure is deemed to be protected
characteristic neutral. However, we recognise that a complaint may
in part, in whole, or by inference, be submitted in the belief of
being treated differently by virtue of a protected characteristic. To
what extent this is the case will be the subject of the complaint
investigation [in whole, in part, or by inference]

Religion or belief

The implementation of this procedure is deemed to be protected
characteristic neutral. However, we recognise that a complaint may
in part, in whole, or by inference, be submitted in the belief of
being treated differently by virtue of a protected characteristic. To
what extent this is the case will be the subject of the complaint
investigation [in whole, in part, or by inference]

Pregnancy

The implementation of this procedure is deemed to be protected

Maternity

characteristic neutral. However, we recognise that a complaint may
in part, in whole, or by inference, be submitted in the belief of
being treated differently by virtue of a protected characteristic. To
what extent this is the case will be the subject of the complaint
investigation [in whole, in part, or by inference]

3. What arrangements could be implemented to reduce or mitigate any potential
adverse or negative impacts identified above?
Monitoring complaints against the protected characteristics will allow us to establish if the
experiences for those with protected characteristics is different from the norm. Significant
deviations will be subject to further investigation.
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4. Has there been consultation/is consultation planned with stakeholders/ learners/ staff
who will be affected by this policy/project/decision? Please detail below how this has
affected your decision making.
A wide variety of groups at all levels of the College, including senior management, the
Student association, and the teaching unions have been involved with this procedure in all
its iteratiuons.

5. How will the policy/project/decision be monitored and evaluated?
The College produces quarterly and annual reports on its complaints handling activities; the
results of which are reviewed widely across the College [including the SMT and Board], and
are published on our website.
Future reports will include specific reference to complaints handling in relation to the
protected characteristics.
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